ABSTRACT. In order to be effective, libraries must promote, market, and advertise mobile initiatives.
In 2007, the staff at Bryant University began to talk about implementing a text reference service at the Douglas and Judith Krupp University Library. After reviewing the options available at that time, including the text reference service Altarama, we decided to keep it simple. Bryant University has a preestablished relationship with Verizon that provided us with an inexpensive cellular phone with a QWERTY keyboard. We chose a plan with the lowest monthly calling minutes possible and about 200 text messages per month. Our total expense to implement the texting service was $340. The service now costs about $240 per year.
Our staff appreciates the physicality of a phone, as opposed to a virtual service, and it was easy to train everyone on staff how to use it. Most are already comfortable with cell phones. We chose a fliptop phone, the LG enV, to maximize screen space while retaining a physical keyboard. We have since upgraded to an Android smartphone, the Motorola Droid, and again chose to keep a physical keyboard.
A service like Google Voice, formerly Grand Central, is another way to add SMS to a library's list of offered services. Google Voice enables users to send free SMS messages using a computer. If you use a phone, standard messaging rates for your service still apply. Google Voice is quick, cost effective, and easy-now that an invite is no longer required. At Bryant University Library, we currently use a cell phone service, complimented with Google Voice. Google Voice calls can be forwarded to our other line and to email addresses to ensure that we do not miss a message. At this time, we use Google Voice primarily to initiate texts. It is the perfect tool to copy and paste call numbers from the library catalog to send to patrons. Bryant is also experimenting with augmenting our Google Voice service with GVMax, a free web service that can send Google Voice notifications via Instant Messenger, email, SMS and more.
Since we use Meebo for our Chat reference, GVMax could push incoming SMS messages to the Meebo client, making it even easier for our librarians to respond to a text reference question.
Google Voice features a widget that enables visitors to a web page to call a Google Voice number without dialing. The widget is interesting, but a widget with alternative functionality would be better for libraries. In our academic library, phone calls from our patrons are rare, unless they're calling to see if
we're open. Instead of a phone call, I wish that there was a Google Voice widget that would enable visitors on a web page to send a text message. Ideally, the widget would allow a user to enter a cell phone number with SMS service. Responses from the librarian would be forwarded to the user's text messaging service. The user would be able to take the conversation with them and the library's Google Voice telephone number would remain in the user's call history once a librarian responds. It would make it that much easier for the user to save the library's telephone number for future reference queries.
Widgets, such as the one imagined above or the Meebo widget popular at many libraries, are not only useful, they also serve to advertise a library's services to compensate for the valuable screen real estate that they inhabit on a web page. Of course, we advertise offline too. You can find information all about us, how to contact us, and what we do on:
Paper -We put a simple box with our contact information on the bottom of handouts, pathfinders, brochures, and notepads. The notepads are particularly cool. They are made by hand by the Copy Center at Bryant University using new or recycled computer paper. We use them whenever we need to write something down for people to ensure that they can contact us again quickly and easily.
E-mail signatures
Library newsletter -Our newsletter is circulated by email to the entire campus. Paper copies in color are delivered to some offices and are on display in the library at public desks.
Cards -Everybody has them, but we have two kinds: MiniCards are yet another way to expand advertising-students think they look "cool" and they attract attention. Since each design can be different, Moo MiniCards look colorful and fun spread out on a public desk or on tables when we are roving, like a rainbow. If punch a small hole in the end of a MiniCard, you can add them to a keychain with a small ring or transform them into a bookmark by adding a tassel.
AxisTV Signage-Flat screen televisions scattered throughout campus provide dynamic, "just in time" advertising. AxisTV's digital signs can be programmed to display bulletins, tickers, audio, and video. Creating new content is as easy as making a new Powerpoint slide. At Bryant University, we currently have a total of 13 screens, plus one cable TV channel displaying AxisTV content. Each screen is fed from five different players and each player serves up unique content. For example, the library has its own player and we have two screens-one next to the reference desk and one by the front door of the library. AxisTV is easily recreated on a smaller scale -just run a Powerpoint presentation on an old computer. There are also many free software applications that can display RSS or Twitter feeds as a screen saver.
QR Codes-The library has begun to use QR Codes or 2D barcodes as a way to enable users to quickly access our web pages using their mobile phones. We display codes on AxisTV and in paper advertising. We have tied the codes into our "Ask a Librarian" campaign as a way to educate our users about how to use QR codes.
Tear-off Flyers-We added tear-off slips at the bottom of paper advertisements with the "Text a Librarian" telephone number. We post these simple and popular advertisements on bulletin boards and in rest rooms across campus.
Informal advertising -We publicize services through library tours, those given internally by our staff as well as external tours given by the Admissions department. Every year a librarian trains the tour guides on campus. It is a great opportunity to reach incoming students and parents, as well as the tour guides themselves. We advertise our services during information literacy instruction sessions, especially to the "Foundations for Learning" classes, a first-year experience class. Many first-year students will not be doing research at the time of their first interaction with a librarian. While the details about how to do research may fade from their inundated brains, we want them to remember the services that we offer, that reference librarians are friendly, and that we will be there to help them when they do need us.
Promotions-From time to time, when special events or a surplus in the budget allow, we invest in promotional items such as pens, magnets, decals, or even can coolers. These promotional items serve as reminders or visual cues and are usually designed for a particular target market, from students to potential library donors. Companies such as Cold Stone Creamery, Pfizer, and Benjamin Moore all give away free samples of their product for promotional purposes. Each offers consumers a trial of its brand experience, confident that once a consumer tries its product the consumer will be back for more. Cold Stone Creamery offers free tastes of ice cream to ensure that you'll be happy with the flavor that you pick. Pfizer gives free drug samples, as well as clinical data and other marketing boons to your doctor in hopes that that information (and your doctor's influence) will be passed on to you. You can take home as many paint chips as you can carry from Benjamin Moore, but you can also buy a small pot of paint for a nominal fee.
The sample encourages DIY decorators to paint a small patch of wall before they waste a day making a garish mistake. It is easy to see how samples may be advantageous to companies that sell a product, but how might this apply to libraries that already give their product away for free? How do you bottle the library experience?
Although there is no monetary cost associated with most library services, our users' time is just as valuable. The ability to try something makes doing easier. Patrons can try without fear. It is human nature to be a little afraid of new things. Often people prefer to do what they know, thinking that it is easier, even if they get poor or inconsistent results, and even if it takes longer. Think Google. There is an ancient Chinese proverb that states, "I hear, and I forget. I see, and I remember. I do, and I understand."
When practice is added, learning is reinforced. Active learning is an instructional approach that encourages learner interaction and involvement. John Dewey was among the first to propose that experience plays an essential role in learning, ensuring that learners understand and retain knowledge. 2 In the children's classic book Caps for Sale, Esphyr Slobodkina writes about a sleeping peddler whose caps are stolen by monkeys in a tree. 3 When the peddler wakes and discovers his hats are missing, he asks, he yells, he shakes his first at the monkeys, but they do not return the hats. The caps are returned only when the peddler throws the only cap he has left to the ground in frustration. When he throws his cap down, the monkeys do too. We are much more likely to try something, when we have witnessed positive results from the action. We learn by example and from doing. In the development of sociocultural theory, Vygotsky establishes the significance of "conscious understanding" in a learning environment and describes the value of conscious imitation, where a learner's understanding is influenced by his or her perception of different elements and their relationship to one another. 4 Both of these learning theories are at work when libraries present advertising and learning activities and processes in a relevant, social context. This strategy has worked for us in the past with our Meebo instant messaging service.
Meebo is a free web-based instant messaging (IM) program that supports multiple IM services, including AIM, Facebook Chat, Google Talk, NET Messenger Service, Yahoo! and more. Meebo also features an anonymous widget that can be added to any web page. The Bryant University Library web site includes a Meebo widget in several places, including the library home page, the "Ask a Librarian" page, and subject guide pages. We also include a Meebo widget on external web sites that relate to library content, such as Facebook and Blackboard. The Meebo widget allows students to ask a reference question anonymously, but most importantly they can ask us a question without logging into their own IM. That's how we sell it to them. When our students have a question for a librarian, they are usually studying. When you are studying you may not want to be bothered by your friends. Meebo allows our users to IM a librarian without letting their friends know that they are online. When we began introducing and showing students how to use the Meebo widget in class, our statistics began to rise and they keep rising. We don't just point to the widget, we type in a question or a greeting to the librarian on duty and wait for a response while we continue to describe the service.
When students see the librarian respond, there is a collective, audible acknowledgement that indicates both understanding and excitement. It works. 
